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摘   要 
 I
摘   要 
公共关系的本质是一种内求团结、外求发展的经营管理艺术。它强调传播沟
通，在企业与社会公众之间建立相互了解和信赖的关系，从而有利于促进企业本






























Public relations is a kind of managing art, which is used to unite the corporate 
and develop the outside relations with its public. PR emphasizes to build relations 
with people related, so that can help corporate to realize its goals. PR first emerged in 
20th in America, along with the newspapers publicity campaign. As the marketing 
theories changed, the concept of PR also update, and become a most important part of 
IMC. To strengthen the sense of trust from public, corporation started to make use of 
media to be their new tool of marketing. They prone to publicize their concept and 
values through media, aiming to get a good image impression from public. Media are 
very important for corporations to build their brand image, even are vital to them. 
Besides, every corporation can be faced with kinds of crisis during their 
development, and they should be ready for the crisis every moment. 
Andy groove said Top Corporation is able to experience their crisis, general 
corporation dies out during the crisis, but only the great corporation are able to 
develop themselves during the process of dealing with the crisis.” No matter big or 
small, every corporation can run into crisis during their development, but if they can’t 
deal with them only once time, they may be get into a muddle. 
Dealing with the crisis is a learning for everyone. Enterprises Crisis PR Cases of 
Sanlu、Mengniu Dairy sounded the alarm for other Enterprises. After Combining the 
theories with practice, the author is trying to build an all-round Crisis management 
system for enterprises, from the Warning system,the media communication mode 
during the process of dealing crisis to the After-crisis management system. In the end, 
the author is trying to show some useful advices for other enterprises. 
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第一章 绪 论 
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第一章 绪 论 
第一节 问题的提出 







































































































































































































 “公共关系”一词， 早出现于 1882 年的美国，后来传到我国香港、台湾
地区，到 20 世纪 80 年代才辗转来到内地。事实上，公共关系作为一种意识，作
为一种社会活动，古已有之，对我们来讲也不陌生。我们所熟知的春秋战国时期
的“晏子使楚”等许多门客的游说活动就是现代公共关系的源头。然而，公共关
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